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445 12" Street, SW, Room TW-B204

Washington DC 20554

Re:  CG Docket 03-123
NH Relay Service Complaints

Dear Ms. Dortch;

Enclosed please find the complaint log summary for the period June 1, 2006 through May 31,
2007 for the State of New Hampshire’s Relay Service. These are complaints received by
Sprint, the relay provider in New Hampshire.

The NH Public Utilities Commission received no complaints regarding Relay Service in the
above-mentioned period. Should you have any questions, please feel free to contact me at
(603)271-1164 or amanda.noonan@puc.nh.gov.

Sincerely,
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Amanda Q. Noonan
Director, Consumer Aflairs

cc: Pam Gregory
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Complaint Tracking for NH (6/1/2006-5/31/2007). Total Customer Contacts: 22

Date of Resolution] = 7" "¢

- Explanation:of Resolution

perator. Operator was unable to process call. Customer
aid she has had ongoing problems. Talked to her COC
nd they said it was not their issue to fix. Customer would
ke a follow-up call from the Program Manager. (Ask to
peak to customer's mother).

6/11/2007

A Trouble Ticket was issued. Technician is researching the is§

time. Relay Program Manager called and spoke with the custo
Imaother and learned that the problem has been ongoing, for a
Technician will follow up further on this issue.

Resolution is pending and will be completed within required 18

| representative of the Northeast Deaf and Hard of
earing services filed complaint on behalf of TTY
ustomer: the customer gave the number to dial with 603
rea code. Cperator dialed 303. The customer typed,

NO, it is 603." Operator replied, "No, can't you see what
yu typed?” Customer said again, area code was 603,
perator replied, "Are you gonna order pizza or are you
pnna dispute this?" Customer asked for operator ID and
perator replied, "Can't you see it on your screen?”
ustomer asked again twice. Operator typed, "My D
umber is SKSK" and hung up. (Customer had ID from
TY printout). Follow-up was requested.

05/24/07

Operater is no longer employed with relay center. Followed up'
customer via land line 5/29/07 around 1:45 p.m. and informed
that operator was no longer with relay. Customer seemed satis




'iepresentative frorn Deaf HOH Sves NH received Voice
ustomer's concem that operator was very aloof, whiny,
ncooperative, and clearly sighed during the entire call.

lo follow-up desired.

05/03/07

Supervisor met with operator who stated she didn't remember.
particular call, but she noticed that when she leans back while
calls she does tend to sound a bit bored. Supervisor asked op
correct this. Agent is consciously making changes in her postu
order to eliminate this issue. Supervisor went over proper sittin
positions while relaying calls and made sure agent understood
must use the voice tone appropriate with the nature of the call.
understood and stated this will not be an issue again. No follov
requested.

CO customer unable to make long distance calls via
OC in system. Relay operator heard Sprint recording.
ustomer requested follow-up.

04/25/07

Comcast was chosen in menu and listed in CDB notes. Relay |
Manager contacted customer's mother and verified all is workir

CO customer received call from her son via NH Relay.
ustomer stated her son informed her operator had
isdialed on the first call and on the second call the
perator did not follow her outbound notes. No follow-up
as requested.

03/29/07

Operator did not remember this particular call but was coachec
importance of reading and following all customer notes and ins
given.

TY user called to complain that while placing 2 cails the
perator said that the first person she called hung up and

istomer later discovered that the party had not hung up.

ustomer also stated that during the second call both
arties had to keep repeating and repeating information
nd did not receive any information. This happened at
37am EST. Customer requested follow-up by
1pervisor after 6pm £8T.

03/20/07

Operator number was a training number which was not in use (
particular day. Relay Program Manager tried to call customer tl
times without any success.




ustomer emailed complaint to account manager, who
yrwarded it to CS to enter. Date of call was March 8 at
:50 pm. The agent was very slow in responding from
aller and her son. It took at ieast one minute for the
gent to type what the son had said and when she typed
ack again she waited a minute or so for response.

03/09/07

Met with operator and operator had no recollection of a call like
Operator has demonstrated skills with typing speed and accur;
There may have been a technical issue with this call. AM com
with customer via email.

ervice issues: General

03/05/07

Technical problem identified. Resolution provided by network v

')perator told customer that message was left on
nswering machine when the message was not left.
ustomer feels that the operater needs to be coached on
10w to read custormer notes".

02/04/07

Complaint was forwarded on to operator's Team Leader for C
krollowing proper procedures and reading customer notes. Tear
met with operator on following procedure and reading custome
more carefully.

irst sent to CRM and forwarded to CS to follow up.
ustomer forwarded email from her lawyer saying "CA
as not very good and made it hard for customer to carry
n a conversation. CA kept forgetting half of what was
aid and making customer repeat things over and over.”
ollow-up requested at email address provided.

01/18/07

Additional information: Date of call was 12/8/06 at 9:20 am, ref
Customer Service email on 12/8/06 and received on Monday 1
Coached operator on the need to pay strict attention and focus
calls. Operator understands and will make every effort to focus
call procedures. CRM communicated with customer.




'CO customer unable to use Comcast for long distance
alls through the relay but the calls work without relay. No
llow-up requested.

12/27/06

A Trouble Ticket was issued. Customer profile has been updat'
resolved with proper long distance carrier.

'CO customer was not able to make his long distance
alls with his long distance carrier when going through
2lay. Customer's daughter was able to make a long
istance call without relay and the call goes through.
CO user keeps getting a fast busy signal. Customer
oes not need follow-up.

12/26/06

A Trouble Ticket was issued. Non-agent error. Need customef
to work on the case.

CO customer called to compiain that the operator did
ot switch over to VCQ when the VCO bridge did not
pen automatically. The caller spoke for a while and
idn't get an answer so finally had to type, "VCO call
lease” before the agent responded. No follow-up was
quested.

12/04/06

Technical issues with NH branding which was not coming throt
Being worked on. Non-agent error, Operator processed call col
once she found out it was VCO and understands how to proce:
branded VCO calls. Lost branding.

isconnect/Reconnect problems during calls

12/04/06

Sent customer information explaining the difference between 2
and a traditional phone and why disconnection/reconnection pr
might be occurring. Sent tips to reduce their occurrence.




'CO user complained he could not connect to 711 and

e had to calf back 5 times only to be put on hold. This
/as very upsetting to the customer, especially in a recent
mergency situation. Customer wants email follow-up
om AM.

11/17/06

Apologized and explained benefits of using dedicated VCO nu
provided by Sprint, which automatically connects a VCO corre:
operator will hear them immediately. Referred to LEC and pho
at his office regarding 711. AM emailed customer shortly after
leamed about customer's plight and asked him to give more
information, such as time of call and other details for investigal
Explained 711 is a great number to give to his hearing caller a:
easier to remember. Without having more information, techs al
to control how 711 responds for the LEC and branding, becaus
etc may not show with a 711 dial. AM has not heard from him
then.

isconnect/Reconnect problems during calls

11/14/06

Reviewed experience with cell phone call which resulted in Caj\
customer becoming disconnected.

isconnect/Reconnect problems during calls

11/07/06

Sent customer information explaining the difference between 2
and a traditional phone. Explained to customer why
disconnection/reconnection problems might be occurring and
with tips to reduce their occurrence.

ustomer said operator didn't follow customer
istructions to turn off Turbo Code. No follow-up needed.

09/29/06

Operator had turned off Turbo Code and problem seemed to b
ITY users equipment. Non-agent error. No further action take




bialing Issue: Customer was unable to dial regional 800
umber.

09/25/06

Technical Support made adjustments so that CapTel custome
successfully make captioned calls to regional 800 number.

Biaiing Issue: Customer was unable to dial regional 800
number.

08/18/06

Technical Support made adjustments so that CapTel customa
successfully make captioned calls to regional 800 number.

/CO customer complained operator asked her to repeat
3 times and then misdialed the number to call. No follow-
Ip desired.

08/16/06

Complaint was forwarded on to operator's team leader for co?
follow-up. Team Leader followed up with operator on proper V!
procedures. CA did not remember call but stated she thought :
the disconnect procedure correctly. Will be more careful in the

VCO user complained operator did not read her
customer notes and typed the entire answering machine
message, preventing customer from leaving her
message the first time and redialing without informing the
caller. No foliow-up desired.

07/12/06

Complaint was forwarded to supervisor for coaching on opﬁ
reading inbound notes and following customer instructions.
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Complaint Tracking for NH (6/1/2006-5/31/2007). Total Customer Contacts: 22

- Nature of Complaint

| Date of Resolution

~ Explanation of Resolution = -

-

/CO customer's "calling from number" did not transmit to
)perator. Operator was unable to process call. Customer
aid she has had ongoing problems. Talked to her COC
nd they said it was not their issue to fix. Customer would
ke a follow-up call from the Program Manager. (Ask to
peak to customer's mother).

6/11/2007

Technician will follow up further on this issue.

A Trouble Ticket was issued. Technician is researching the i5S
time. Retay Program Manager called and spoke with the custo
mother and learned that the problem has been ongoing, for a

Resolution is pending and will be completed within required 18

'\ representative of the Northeast Deaf and Hard of
learing services filed complaint on behalf of TTY
ustomer: the customer gave the number to dial with 603
rea code. Operator dialed 303. The customer typed,

No, it is 603." Operator replied, "No, can't you see what
ou typed?" Customer said again, area code was 603,
perator replied, "Are you gonna order pizza or are you
onna dispute this?" Customer asked for operator ID and
perator replied, "Can't you see it on your screen?"
ustomer asked again twice. Operator typed, "My ID
umber is SKSK" and hung up. (Customer had [D from
TY printout). Follow-up was requested.

05/24/07

Operator is no longer employed with relay center. Followed uﬁ
customer via land line 5/29/07 around 1:45 p.m. and informed
that operator was no longer with relay. Customer seemed satis




Representative from Deal HOH Svcs NH received Voice
ustomer's concern that operator was very aloof, whiny,
mecoaperative, and clearly sighed during the entire call.

NO follow-up desired.

05/03/07

Supervisor met with operator who stated she didn't remember
particular call, but she noticed that when she leans back while
calls she does tend to sound a bit bored. Supervisor asked op
correct this. Agent is consciously making changes in her posiu
order to eliminate this issue. Supervisor went over proper sittir
positions while relaying calls and made sure agent understood
must use the voice tone appropriate with the nature of the call.
understood and stated this will not be an issue again. No folloy
requested.

/CO customer unable to make long distance calis via
>OC in system. Relay cperator heard Sprint recording.
sustomer requested foliow-up.

04/25/07

Comcast was chosen in menu and listed in CDB notes. Reiayjl
Manager contacted customer’s mother and verified all is workir

'CO customer received call from her son via NH Relay.
;ustomer stated her son informed her operator had
nisdialed on the first call and on the second call the
perator did not follow her outbound notes. No follow-up
/as requested.

03/29/07

Operator did not remember this particular call but was coacheE
importance of reading and following all customer notes and ins
given.

TY user called to complain that while placing 2 calls the
perator said that the first person she cailed hung up and
ustomer {ater discovered that the party had not hung up.
.ustomer also stated that during the second call both
arties had to keep repeating and repeating information
nd did not receive any information. This happened at
:37am EST. Customer requested follow-up by

Lpervisor after 6pm EST.

03/20/07

Operator number was a training number which was not in usez
particular day. Relay Program Manager tried to call customer t
times without any success.




Customer emailed complaint to account manager, who
orwarded it to CS to enter. Date of call was March 8 at
3:50 pm. The agent was very slow in responding from
aller and her son. It took at feast one minute for the
agent to type what the son had said and when she typed
»ack again she waited a minute or so for response.

—

03/09/07

Met with operator and operator had no recollection of a call liki
QOperator has demonstrated skills with typing speed and accur.
There may have been a technical issue with this call. AM com
with customer via emalil.

>ervice issues; General

03/05/07

Technical problem identified. Resolution provided by netwark

%erator told customer that message was left on
nswering machine when the message was not left.
>ustomer feels that the operator needs to be coached on
how to read customer notes”.

02/04/07

Complaint was forwarded on to operator's Team Leader for S
following proper procedures and reading customer notes. Tear
met with operator on following procedure and reading custome
more carefully.

irst sent to CRM and forwarded to CS to follow up.
.ustomer forwarded email from her lawyer saying "CA
/as not very good and made it hard for customer to carry
n a conversation. CA kept forgetting half of what was
aid and making customer repeat things over and over."
‘ollow-up requested at email address provided.

01/18/07

Additional information: Date of call was 12/8/06 at 9:20 amTe;
Customer Service email on 12/8/06 and received on Monday 1
Coached operator on the need to pay strict attention and focus
calls. Operator understands and will make every effort to focus
call procedures. CRM communicated with customer,




VCO customer unable to use Comcast for long distance 12/27/06 A Trouble Ticket was issued. Custorner profile has been updai
salls through the relay but the calls work without relay. No resolved with proper long distance carrier.

ollow-up requested.

'JCO customer was not able to make his long distance 12/26/06 A Trouble Ticket was issued. Non-agent error. Need customer‘
salls with his long distance carrier when going through to work on the case.

elay. Customer's daughter was able to make a fong

listance call without relay and the call goes through.

/CO user keeps getting a fast busy signal. Customer

loes not need follow-up.

EO customer called to complain that the operator did 12/04/06 Technical issues with NH branding which was not coming thron
ot switch aver to VCO when the VCO bridge did not Being worked on. Non-agent error. Operator processed call co
pen automatically. The caller spoke for a while and once she found out it was VCO and understands how to proce
lidn't get an answer so finally had to type, "VCO call branded VCO calls. Lost branding.

iease” before the agent responded. No follow-up was

equested,

EonnecﬂReconnect problems during calls 12/04/06 Sent customer informaticn explaining the difference between E

and a traditional phone and why disconnection/reconnection pi
might be occurring. Sent tips to reduce their occurrence.




JCO user complained he could not connect to 711 and
e had to call back 5 times only to be put on hold. This
vas very upsetting to the customer, especially in a recent
=mergency situation. Customer wants email follow-up
rom AM.

11/17/06

Apologized and explained benefits of using dedicated VCO nu
provided by Sprint, which automatically connects a VCO corre
operator will hear them immediately. Referred to LEC and pho
at his office regarding 711. AM emailed customer shortly after
leamed about customer's plight and asked him to give more
information, such as time of call and other details for investiga
Explained 711 is a great number to give 10 his hearing caller a
easier to remember. Without having more information, techs a
to control how 711 responds for the LEC and branding, becau:
etc may not show with a 711 dial. AM has not heard from him
then.

Disconnect/Reconnect problems during calls

11/14/06

Reviewed experience with cell phone call which resulted in Ca
customer becoming disconnected.

Jisconnect/Reconnect problems during calls

11/07/06

Sent customer information explaining the difference between :;
and a traditional phone. Explained to customer why
disconnection/reconnection problems might be occurring and
with tips to reduce their occurrence.

fustomer said operator didn't follow customer
1structions to turn off Turbo Code. No follow-up needed.

09/29/06

Operator had turned off Turbo Code and problem seemed to b
TTY user's equipment. Non-agent error. No further action take!




':)ialing Issue: Customer was unable to dial regional 8300
jumber.

09/25/06

Technical Support made adjustments so that CapTel custome
successfully make captioned calls to regional 800 number.

5iaiing Issue: Customer was unable to dial regional 800
wmber.

08/18/06

Technical Suppoit made adjustments so that CapTel custome!
successfully make captioned calls to regional 800 number.

/CO customer complained operator asked her to repeat
 times and then misdialed the number to call. No follow-
Ip desired.

08/16/06

Complaint was forwarded on to operator's team leader for coz
follow-up. Team Leader followed up with operator on proper V(
procedures. CA did not remember call but stated she thought s
the disconnect procedure correctly. Will be more careful in the

'CO user complained operator did not read her

ustomer notes and typed the entire answering machine
nessage, preventing customer from leaving her

nessage the first time and redialing without informing the
aller. No follow-up desired.

07/12/06

Complaint was forwarded to supervisor for coaching on operatc'
reading inbound notes and following customer instructions.




RECEWVED & WNEPECTED

Juin 29 2007

FCC - MAILROOM

Complaint Tracking for NH (6/1/2006-5/31/2007). Total Customer Contacts: 22

‘Nature of Complaint

Date of Resolution].

.

/CO customer's “calling from number” did not transmit to

perator. Operator was unable to process call. Customer
aid she has had ongoing problems. Talked to her COC
nd they said it was not their issue to fix. Customer would
ke a follow-up call from the Program Manager. (Ask to
peak to customer's mother).

6/11/2007

A Trouble Ticket was issued. Technician is researching the isS
time. Relay Program Manager called and spoke with the custo
mother and learned that the problem has been ongoing, for ay
Technician will follow up further on this issue.

Resolution is pending and will be completed within required 18

\ representative of the Northeast Deaf and Hard of
learing services filed complaint on behalf of TTY
ustomer: the customer gave the number to dial with 603
rea code. Operator dialed 303. The customer typed,
No. it is 603." Operator replied, "No, can't you see what
ou typed?" Customer said again, area code was 603,
perator replied, "Are you gonna order pizza or are you
onna dispute this?" Customer asked for operator 1D and
perator replied, "Can't you see it on your screen?"
ustomer asked again twice. Operator typed, "My ID
umber is SKSK" and hung up. {Customer had ID from
TY printout). Follow-up was requested.

05/24/07

Operator is no lenger employed with relay center. Followed up'
customer via land line 5/29/07 around 1:45 p.m. and informed
that operator was no longer with relay. Customer seemed satis




'erresentative from Deaf HOH Svcs NH received Voice
>ustomer's concern that operator was very aloof, whiny,
incooperative, and clearly sighed during the entire call.

No follow-up desired.

05/03/07

Supervisor met with operator who stated she didn't remember
particular call, but she noticed that when she leans back while
calls she does tend to sound a bit bored. Supervisor asked op
correct this. Agent is consciously making changes in her postu
order to eliminate this issue. Supervisor went over proper sittin
positions while relaying calls and made sure agent understood
must use the voice tone appropriate with the nature of the call.
understood and stated this will not be an issue again. No follov
requested.

/CO customer unable to make long distance calls via
>0OC in system. Relay operator heard Sprint recording.
~ustomer requested follow-up.

04/25/07

Comcast was chosen in menu and listed in CDB notes. Relayi
Manager contacted customer's mother and verified all is workil

/CO customer received call from her son via NH Relay.
>ustomer stated her son informed her operator had
nisdialed on the first call and on the second call the
perator did not follow her outbound notes. No follow-up
vas requesied.

03/29/07

Operator did not remember this particular call but was coachec
importance of reading and following all customer notes and ins
given.

TY user called to complain that while placing 2 calls the
perator said that the first person she called hung up and
ustomer later discovered that the party had not hung up.
-ustomer also stated that during the second call both
arties had to keep repeating and repeating information
nd did not receive any information. This happened at
:37am EST. Customer requested follow-up by

upervisor after 6pm EST.

03/20/07

Operator number was a training number which was not in use ('
particular day. Relay Program Manager tried fo call customer tf
times without any success.




“ustomer emailed complaint to account manager, who
orwarded it to CS to enter. Date of call was March 8 at
3:50 pm. The agent was very slow in responding from
aller and her son. It took at least one minute for the
agent to type what the son had said and when she typed
yack again she waited a minute or so for response.

03/09/07

Met with operator and operator had no recollection of a call lik
Operator has demonstrated skills with typing speed and accur
There may have been a technical issue with this call. AM com
with customer via email.

——
>ervice issues: General

Q3/05/07

Technical problem identified. Resolution provided by network |

%erator told custorner that message was left on
nswering machine when the message was not left.
>ustomer feels that the operator needs to be coached on
how to read customer notes”.

02/04/07

Complaint was forwarded on to operator's Team Leader for C
following proper procedures and reading customer notes. Tear
met with operator on following procedure and reading custome
more carefully.

Eirst sent to CRM and forwarded to CS to follow up.
sustomer forwarded email from her lawyer saying "CA
/as not very good and made it hard for customer to carry
n a conversation. CA kept forgetting half of what was
aid and making customer repeat things over and over."
ollow-up requested at email address provided.

01/18/07

Additional information: Date of call was 12/8/06 at 9:20 am, re;l
Customer Service email on 12/8/06 and received on Monday 1
Coached operator on the need to pay strict attention and focus
calls. Operator understands and will make every effort to focus
call procedures. CRM communicated with customer.




VCO customer unable to use Comcast for long distance 12/27/06 A Trouble Ticket was issued. Customer profile has been upda
~alls through the relay but the calls work without relay. No resolved with proper long distance carrier.

ollow-up requested.

/CO customer was not able to make his long distance 12/26/06 A Trouble Ticket was issued. Non-agent error. Need customer
-alls with his long distance carrier when going through to work on the case.

elay. Customer's daughter was able to make a long

jistance call without relay and the call goes through.

/CO user keeps getting a fast busy signal. Customer

loes not need follow-up.

/CO customer called to complain that the operator did 12/04/06 Technical issues with NH branding which was not coming thro
1ot switch over to VCO when the VCO bridge did not Being worked on. Non-agent error. Operator processed call co
pen automatically. The caller spoke for a while and once she found out it was VCO and understands how to proce
lidn't get an answer so finally had to type, "VCO call branded VCO calls. Lost branding.

lease” before the agent responded. No follow-up was

equested.

isconnectReconnect problems during calls 12/04/06 Sent customer information explaining the difference between 2

and a traditional phone and why disconnection/reconnection pi
might be occurring. Sent tips to reduce their occurrence.




VCO user complained he could not connect to 711 and
he had to call back 5 times only to be put on hold. This
was very upsetting to the customer, especially in a recent
emergency situation. Customer wants email follow-up
rom AM.

11/17/06

Apologized and explained benefits of using dedicated VCO nu
provided by Sprint, which automatically connects a VCO corre
operator will hear them immediately. Referred to LEC and pho
at his office regarding 711. AM emailed customer shortly after
learned about customer’s plight and asked him to give more
information, such as time of call and other details for investiga
Explained 711 is a great number to give to his hearing caller a
easier to remember. Without having more information, techs a
lto control how 711 responds for the LEC and branding, becau:
etc may not show with a 711 dial. AM has not heard from him :
then.

Jisconnect/Reconnect problems during calls

11/14/06

Reviewed experience with cell phone call which resulted in Ca
customer becoming disconnected.

Jisconnect/Reconnect problems during calis

11/07/06

Sent customer information explaining the difference between E
and a traditional phone. Explained to customer why
disconnection/reconnection problems might be occurring and
with tips to reduce their occurrence.

>ustomer said operator didn't follow customer
nstructions to turn off Turbo Code. No follow-up needed.

09/29/06

Operator had turned off Turbo Code and problem seemed to b
TTY user's equipment. Non-agent error. No further action take




Sialing Issue: Customer was unable to dial regional 800
wmber.

(5/25/06

Technical Support made adjustments so that CapTel customer
successfully make captioned calls to regional 800 number.

5ialing Issue: Customer was unable o dial regional 800
jumber,

08/18/06

Technical Support made adjustments so that CapTel customer'
successfully make captioned calls to regional 800 number.

EO customer complained operator asked her to repeat
 times and then misdialed the number to call. No follow-
p desired.

08/16/06

Complaint was forwarded on to operator's team leader for cos
follow-up. Team Leader followed up with operator on proper V(
procedures. CA did not remember call but stated she thought ¢
the disconnect procedure correctly. Will be more careful in the

'CO user compiained operator did not read her

ustomer notes and typed the entire answering machine
essage, preventing customer from leaving her

essage the first time and redialing withaut informing the
aller. No follow-up desired.

07/12/06

Complaint was forwarded to supervisor for coaching on operat:'
reading inbound notes and following customer instructions.
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